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The Commonwealth of Massachusetts 

In the top left hand corner there is a picture of 

the seal of the Commonwealth of 

Massachusetts. Next to this image is the text 

The Commonwealth of Massachusetts. In the 

bottom left hand corner there is an image of 

the MassHR logo. MassHR is in large red 

block letters. Above these words is a picture 

of a diverse group of people, 17 in total. 

Below the MassHR logo the text reads 

Delivering HR Services That Matter in 

smaller black letters. 

The Commonwealth of Massachusetts 

ESC Service Charter Scorecard 

December 03, 2017 – December 31, 2017 
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Service Delivery Overview 
December 03, 2017 – December 31, 2017 

Total # Agencies Served: 79 

Total # Employees Served: 54,054 

Total calls received: 6,207 

Average Call Wait Time: 01:39 

Total email requests received: 334 

Total FAX requests received: 108 

Number of Transactions processed by ESC: 5,787 

Total tickets opened: 5,679 

Total tickets closed within 3 days: 5,520 

Total tickets remain open beyond 3 days: 159 

% tickets remain open beyond 3 days: 2.79% 

% of Employees served by the ESC: 10.70% 

Staffing 

Activities/Information 

Executive Summary 

o EILB Enrollment caused a spike in call and ticket volume. 

Source: ESC Avaya CMS & Footprints Reports, data from 12/3/2017 – 12/31/2017. 

*Note: “% of Employees served contacting ESC” does not account for repeat contacts (i.e., one employee calling multiple times). 

Area 
Staffing as of 

12/31/2017 
Staffing as of 

12/2/2017 

Customer 

Service/Intake 
4 4 

Customer 

Service/MassCareers 
3 4 

Processing &  

Outreach 
11 11 

Senior Staff 2 2 

Total 20 21 
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SLA Targets and Actual 
Performance 

Metric Target 
Current Period 

Performance 
12/03/17 – 12/31/17 

Previous Period 

Performance 
10/29/17 – 12/2/17 

Trend 

Average wait time – Answered Calls 

(Days operational) 

Will not exceed 3 

minutes 90% of the 

time; Will not exceed 2 

minutes 50% of the 

time 

1:39 seconds 0:48 seconds 

Average case resolution time – password resets and e-mail 

updates 

(Time owned by ESC) 
98% within 1 day 87.24% 99.09% 

Average case resolution time – inquiries and requests 

(Time owned by ESC) 
75% within 1 day 

90% within 3 days 

84.1% within 1 Day and 

95.9% within 3 Days 

94.2% within 1 Day and 

96.7% within 3 Days 

Customer satisfaction 

(Based on automated survey upon ticket closure. A minimum 

of 20% must respond to survey in order for results to be 

accepted as a valid sample of customer satisfaction.) 

80% of customers 

rate overall 

satisfaction good to 

excellent 

92.4% rated good to  

excellent 

(1.373% response rate) 

 

93.6% rated good to  

excellent 

(2.327% response rate) 

Percent of notification runs executed to completion: 

¶ All: Reminder Report Time 

¶ Employees: Unreported time - 1st & 2nd notice 

¶ Approvers: Unapproved reported time - 1st & 2nd notice 

¶ Agency HR/Payroll: Over/Under scheduled hours and 

unapproved Payable Time notifications -1st & 2nd notice 

¶ Failsafe outreach to Agy. HR/PY and signatories  

¶ Failsafe outreach to CTR and CHRO 

95% 100% 100% 

Secretariat ad hoc reports produced within established 

timeframes: 

¶ Simple*: 3 business days 

¶ Complex*: 7 business days 

90% 

 

N/A 

 

 

N/A 

SLA reports produced on time according to predefined 

schedule (see section 5.5) 
Y/N N N 
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Inbound Call Data 

Source: ESC Footprints & Avaya data from 12/3/2017 – 12/31/2017. 

*E-mail tickets do not account for additional outreach to correct invalid employee e-mail addresses. 

Total = 6,207 calls 

SLA Metric Target Level 
Current Period  

12/03/17 to 12/31/17 

Previous Period  

10/29/17 to 12/2/17 
December 2016 

 

Average Wait Time –  

Answered Calls 

(Days operational) 

 

 

Will not exceed 3 

minutes 90% of the 

time 

 

1:39 seconds 0:48 seconds 1:10 seconds 

Total = 5,679 Tickets 
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Inbound Call Data 

Source: ESC Avaya data from 12/3/2017 – 12/31/2017. 
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Inbound Inquiries by Secretariat 

 

 

Source: ESC Footprints data from 12/3/2017 – 12/31/2017. 
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Types of Inquiries Received 

Source: ESC Footprints data from 12/3/2017 – 12/31/2017. 
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ePay/eProfile Transactions 

Source: ESC Footprints data from 12/3/2017 – 12/31/2017. 
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ePay/eProfile Transactions by 
Secretariat 

Source: ESC Footprints data from 12/3/2017 – 12/31/2017. 
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eServices Inquiries 

Source: ESC Footprints data from 12/3/2017 – 12/31/2017. 
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Case Resolution Time 

SLA Metric Target 
Current Period 

12/03/2017 – 12/31/2017 

Previous Period 

12/29/2017 – 12/2/2017 

Previous Year 

December 2016 

Average case resolution 

time – password resets and  

e-mail updates 

(Time owned by ESC) 

98% within 1 day 87.24% 99.09% 98.93% 

Average case resolution 

time – inquiries and 

requests 

(Time owned by ESC) 

75% within 1 day 

90% within 3 days 

84.1% within 1 Day and 

95.9% within 3 Days 

94.2% within 1 Day and 

96.7% within 3 Days 
91.3% within 1 Day 

 94.6% within 3 Days 

Source: ESC Footprints data from 12/3/2017 – 12/31/2017. 
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Customer Satisfaction Survey Results 

Source: ESC Customer Satisfaction Survey; survey link is provided on ticket closure notice and  is voluntary. Survey results shown were 

collected between 12/3/2017 – 12/31/2017. 

. 

SLA Metric Target 
Current Period 

12/03/2017 – 12/31/2017 

Previous Period 

10/29/2017 – 12/2/2017 
December 2016 

Customer satisfaction 

 
(Based on automated survey 

upon ticket closure.) 

 

 

80% of customers rate 

overall satisfaction 

 good to excellent 

 

 

92.4% rated good to  

excellent 

 

(1.373% response rate) 

 

 

93.6% rated good to  

excellent 

 

(2.327% response rate) 

 

97% rated good to 

excellent 

 

(1.766% response rate) 

 

Selected  Monthly Comments: 

 

• I would like to mention that it was a nice customer service touch when the 

representative stated 'happy holidays' at the end of the call. I think it would always 

be nice to include a positive concluding comment such as 'have a nice day'. 

 

• The agent was professional, courteous and completely understood the situation. 

In addition, I've called on the Hotline on several occasions and have been very 

impressed by the level of customer service received - great job by the team! 

 

• The Service Employee was very helpful and even assisted me to clear my 

browser history to prevent future issues with signing in. She was very pleasant 

and knowledgeable. 

 

• Quick, friendly and accurate service and problem resolution. What more could you 

ask for? 
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Total number of eForms processed by ESC: 103 

 

 

Position Management 

Unflag Contract Position Requests are dependent on ANF Platform Approval 

Source: ESC data from 12/3/2017 – 12/31/2017. 
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Source: OnBase - Hyland Unity Client Reporting data from 12/3/2017 – 12/31/2017. 

Tuition Remission Submissions 
per Secretariat 
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Source: OnBase - Hyland Unity Client Reporting data from 12/3/2017 – 12/31/2017. 

ACES Quarterly Report 
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Source: OnBase - Hyland Unity Client Reporting data from 12/3/2017 – 12/31/2017. 

EILB Enrollment Period Submissions 
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MassCareers Top 5 Most 
Frequent Classifications by 
Secretariat 

Source: ESC Footprints data from 12/3/2017 – 12/31/2017. 
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Tickets Forwarded to 
Agency HR/Payroll 

Source: ESC Footprints data from 12/3/2017 – 12/31/2017. 
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Review Schedule 
Service Charter Scorecard 

*Note: “Service Month” reporting periods are split by the closest pay period start and end dates to the beginning and end of the calendar 

month.  

Update: Starting in 2018 we will be reporting on true calendar months. 

. 

Service Month* 
Report Available 

Start Date End Date 

10/1/2017 10/28/2017 11/15/2017 

10/29/2017 12/2/2017 12/20/2017 

12/3/2017 12/31/2017 1/15/2017 

1/1/2018 1/31/2017 2/15/2017 

2/1/2018 2/28/2017 3/12/2017 

3/1/2018 3/31/2017 4/10/2017 

4/1/2018 4/30/2018 5/7/2017 

5/1/2018 5/31/2018 6/5/2017 

6/1/2018 6/30/2018 7/16/2017 

7/1/2018 7/31/2018 8/20/2017 

8/1/2018 8/31/2018 9/18/2017 

9/1/2018 9/30/2018 10/15/2017 
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Appendix: 
Agencies Served 
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Appendix: Inquiries by Agency 

 

• Note: No inquiries were received for this service month from: 

  

 

  

 

CSW – Commission On 

Status Of Women 

 

DAC - Disabled Persons 

Protection Commission 

LIB - George Fingold Library 
SEA - Department Of 

Business And Technology 
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CON Agencies 
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EOLWD Secretariat  
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JUD Agencies 
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ART Tickets and Classification 

There were no requests the week of 12/16 and 12/30. 
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BLC Tickets and Classification 

There were no requests the week of 12/9, 12/23, and 12/30. 
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CAD Tickets and Classification 
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HCF Tickets and Classification 

There were no requests the week of 12/9. 
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OSC Tickets and Classification 
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SDA Tickets and Classification 

There were no requests the week of 12/9, 12/16, and 12/23. 


